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FOREWORD Dr. Mee Ling Ng OBE
Giving Chinese people a voice
Introduction
Biographies
We know that people from black and
minority ethnic (BME) groups in England
have lower levels of satisfaction with adult
social care services than other service users.
They are known to have less contact with
services, experience prejudice and suffer
from a lack of information about services.
However, there has not been any research
on social care that focuses on the
experiences and needs of people who are
from Chinese backgrounds. Therefore this
research aimed to provide understanding of
how to improve social care services for
people from Chinese backgrounds in
England.
We asked people about their experiences
of social care to understand what services
are considered to be less than satisfactory
by people from Chinese backgrounds.
It is with great pleasure that I present this
report which gives an overview of the research
work that was undertaken by a collaborative
team of researchers with expertise in the
areas of cultural diversity and social care.
This is an important and timely document
which for the first time, gives a voice to
people from Chinese backgrounds who
receive social care services.
The research used a variety of methods to
hear about people’s experiences of accessing
and receiving social care services and used
innovative approaches to make sure that
good practice was identified; and suggestions
for improvement were passed on to the
people who commission and provide services.  
The report highlights some areas where
people from Chinese backgrounds feel less
than satisfied with the social care services that
they receive. Often this is to do with limited
information about services and how they can
be accessed; or the provision of services that
do not take account of people’s cultural
values or linguistic diversity. Mainly, these are
concerns that with a modest amount of
resource or effort could easily be resolved. 
The report indicates that very often Chinese
welfare organisations are at the heart of social
care services that are considered to be high
quality. These organisations have a positive
impact on service users’ level of satisfaction
due to their involvement in a number of areas.
For example, Chinese welfare organisations
can help with translation and interpretation,
they can support people who need help to
find the social care services that meet their
particular needs and some can directly deliver
culturally appropriate services.
The study makes an invaluable contribution
to the development of social care services in
England. The recommendations present an
opportunity to shape the future delivery of
social care services so that the needs of
people from Chinese backgrounds and indeed
from other minority ethnic groups are
accommodated adequately.  
I commend this report to you and encourage
you to share its contents as widely as possible.
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Prof. Fiona Irvine
Professor Fiona Irvine is a
registered nurse and has a
Master’s degree in health
promotion and health
education and a PhD in
Nursing. She has secured research funding
from various sponsors.  
Her research is primarily focused on
language and cultural awareness and the
organisation and delivery of health and
social care services.
Fiona is currently the Jenny Jones
Professor of Nursing at the University of
Birmingham.
Professor Fiona Irvine
Professor in Nursing
Department of Nursing
School of Health and Population Sciences
College of Medical & Dental Sciences
The University of Birmingham
52 Pritchatts Road
Edgbaston
Birmingham
B15 2TT
E-mail: f.e.irvine@bahm.ac.uk 
Dr. Mee Ling Ng was a Non-Executive Director on the
Board of several public bodies including Her
Majesty's Courts Service Board, two NHS Mental
Health Trusts and was Chair of the Board of
Southwark Primary Care Trust. She received an OBE
in 2007 for services to the Chinese community. She is
currently an Independent Governor on the Board of
London South Bank University and a Non-Executive
Board member of Habinteg Housing Association.
Dr. Martin Partridge
Martin has worked
professionally for many
years with people with
learning disabilities and has
a PhD in disability studies.
His research interests are focused on
disability and culture and the development
of social care and social work services.
Martin has conducted research in China
and involvement in Chinese culture has
enabled him to spend time in Beijing in
developing contacts with disability
services. He has been involved in research
at the University and independently with
Chinese services in England.  
Dr. Martin Partridge
Lecturer and Researcher in Social Care
and Social Work
Fellow of NIHR SSCR
Faculty of Health Sciences
Staffordshire University
Brindley Building 
Leek Road 
Stoke-on-Trent 
ST4 2DF 
Tel: +44 1782 294034
E-mail: m.partridge@staffs.ac.uk 
Personal links (All views are my own)
Blogger:
http://martinpartridge.blogspot.co.uk/ 
Twitter: https://twitter.com/Cross_Cultures 
Dr. Echo Yeung
Echo has worked as a
social worker in Liverpool
for many years.  Her
research interests lie in the
field of health and social
care of minority ethnic groups.
She has been involved in a number of
research projects that aim to improve
health and social care services for the
Chinese community in England.
She has also conducted a number of
studies to explore different ways to involve
service users and carers from minority
ethnic communities in the training of social
work students.
Dr Echo Yeung
Senior Lecturer in Social Work
Fellow of NIHR SSCR
Liverpool John Moores University
79 Tithebarn Street
Liverpool
Merseyside
L2 2ER  
Tel: 0151 231 4097
E-mail: y.yeung@ljmu.ac.uk
This report presents independent research funded by the NIHR School for Social Care Research. The views expressed in this publication are those of the authors and not necessarily those of the NIHR School for Social Care Research.
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Research Methods 
We asked people from Chinese backgrounds
directly about their experiences through face
to face interviews in the language of their
choice.
We also got people together in focus
groups so that they could discuss what we
found out in the interviews. Two of these
group meetings were run in Cantonese and
one in English.
We also held a World Café event in
Birmingham where service users and service
providers from across England came together
to talk about the research findings and put
forward realistic and practical
recommendations about how social care
services for people from Chinese backgrounds
could be improved.
Research Participants
In total, 15 Chinese women and 11 Chinese men with physical disabilities took part in the
research. They were aged between 18 and 70, had a physical disability and were in receipt of
social care services at the time of the research.  
Most participants were immigrants, and originated from Hong Kong, Mainland China, Singapore
and Malaysia; 4 were born in the UK. Participants lived in different parts of England including
Birmingham, London, Manchester, Merseyside and Newcastle. 
Most participants lived in the community; 3 lived in care homes.
Research
Some people found it very difficult to access services and they
resorted to paying for someone privately for their care. Others had to
seek help from their family and friends when support from social
services could not fully meet their needs. 
Coping Strategies
Ah-Shan, is about fifty years old. She is a wheelchair user
and has lived in sheltered accommodation for ten years. 
She refers to herself as Chinese and originally comes from
the south of mainland China. She mainly speaks Cantonese
and has little understanding of the English language.
Ah-Shan lives in her own, one bedroom apartment and is
supported by housing assistants who help her with managing
appointments, translating letters and paying her bills. Her
sister also provides support and helps her with shopping.
Ah-Shan has been able to use her personal budget to
employ Ling, a Cantonese speaking domiciliary care worker.
Ling helps Ah-Shan with personal care, preparing and
cooking meals and cleaning her home.
Ah-Shan says that the personal budget has helped to give
her the independence she needs to be able to stay in her
own home. 
What Chinese people have to say about adult social care services
Access to social care services was very difficult
at the beginning: 
Many of the participants had trouble getting access to the services
that they needed, mainly because they didn’t know what was
available to them. Mr Lau* said:
“First, it is because I did not know what service was available; I just
knew that I could try but I didn’t know what exactly I should be
asking for.”
In fact some people didn’t manage to get help until they reached
crisis point. For example, according to one participant of the English
speaking focus group: 
“...it seems the only way you would get help would be if you were
hospitalized and then you would have the service ...I think I need to
get myself into the system!” (name)
Knowledge of personal budgets
Personal budgets were introduced in 2008 to give people more
control over the social care they receive. They  can be used in a
variety of ways to directly meet people’s needs for social care. As
Cecelia’s carer said:
“Personal budgets allow her to hire Chinese domiciliary care;  it is
helping her out with cooking, cleaning, shopping, so without the
budget she wouldn’t be able to do anything  ...there was nothing
bad, everything is good about personal budgets.”
However, many people had had not heard of personal budgets and
they did not know how they could be used flexibly.
Language difference is a barrier
For people whose English is limited, language difference can cause
major difficulties when accessing and receiving services. Mr Yan had
to rely on an acquaintance for help: 
“At the beginning, I didn’t know she was a social worker, I didn’t
know what is a social worker, I only knew that she worked for the
government, my boss’s wife told me ...but at the beginning, I did not
understanding anything they said.”
Although translation and interpretation services are available, it was
often difficult to find an interpreter. 
Quality of Services
When services were seen to fall short this was mainly put down to
the attitude of care workers, for example, Ah Fong said:
“I just felt they (Social workers) were treating me like you know;
you’re just another one of these hopeless cases...”
But many people like Mei Ling, said that they genuinely appreciated
the help that they received from social care services:
“I am really happy with the domiciliary care services, there is nothing
need to improve.  I am really happy with the services the government
provides us.  I am really satisfied with it. You know we should not
keep pushing for more.”
Unfortunately this positive view was not reflected by people who lived
in care homes, which could not provide adequately for the cultural
needs of Chinese people, such as their food preferences.
People from Chinese backgrounds want social
care input that values the individual and respects
cultural diversity. Their level of satisfaction with
services is influenced by experiences of
accessing services, the attitudes displayed by
care workers, the cultural and linguistic sensitivity
of services and the ease of access to information
about available services.  
Language and terminology use has a profound
effect on levels of satisfaction.  Poor
understanding can mean that people from
Chinese backgrounds don’t engage with social
care services and become self-reliant, and this
can affect their well-being. A clear
communication strategy that takes account of
the verbal and written languages used by the
diverse set of Chinese communities in England is
needed.  
People from Chinese backgrounds generally
do not have high expectations of social care
services and some do not expect to receive any
service at all. For some, these expectations result
in high levels of satisfaction but for others it
means disengagement from services.
It is often a complicated process for people
from Chinese backgrounds to access social care.
In some cases people have reached a desperate
situation, such as hospital admission, before they
receive services. 
Chinese Welfare organisations play a crucial
role in signposting, brokering and providing
appropriate, culturally sensitive social care
services. Modest additional resourcing of these
services would have a meaningful impact on the
well-being of people from Chinese communities
who are in need of social care services.
Key points from the research
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Case Study: Successful Services
“
”
My husband had to resign from his job in order to look after me.
He keeps me company, cooks for me, washes my clothes. You
know when I first came out of hospital; I couldn’t do anything to
prepare for my meals. He does the housework, because I can
easily get an infection, he cleans the house thoroughly, he cleans
the house all the time, cooking, shopping, taking me to see the
doctor, physiotherapy. He waits for me outside for a whole hour.
Mrs Lee
“ ”
My friends help me
with interpretation
and buy stuff for me.
Mr Yang
“ ”
I will rather dig into my own
pocket to pay someone to look
after my mother.
Hannah
“
“ ”
“ ”
”
Augmented
Reality (AR)
